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Mobile Internet (Mobile Internet) refers to the technology, the Internet 
platform, business mode and application combined with Mobile communication 
technology and the general practice activity. Mobile Internet is the depth of the 
convergence of mobile communications and the Internet after their development. 
Internet is the foothold. Mobility is innovation. Social informationization is valuable. 
Mobile Internet liberate human from the office before the PC. The efficiency of  IT 
technology reshapes all aspects of human life and production. IT is a landmark on 
the social revolution. In this social revolution, human work, service, communication, 
consumption, entertainment and so on will completely change. 
Statistically, the diffusion rate of mobile Internet users is about three times the 
traditional desktop Internet. with the popularity of various types of intelligent 
terminal, commercial domestic 4 g technology, the implementation of the 
"broadband China" strategy, the popularity of mobile Internet speed is accelerated. 
Compared with the traditional Internet, the user's service demand, habits, experience 
requirements is undergoing great changes.  
As telecommunications operators, provide services both in the traditional 
intelligent pipeline network and in the business platform to build on the "cloud" 
transformation, provide standardized, modular, integrated services business 
platform, but also provide differentiated products and services on the content and 
application follow the operating rules of the mobile Internet. 
 This paper discusses the practice of China Telecom in the past two years, 
"the use of mobile Internet, changes in service, improve efficiency, improve 
customer perception" , and the need of transformation of customer service in mobile 
Internet era, and explains  the China Telecom customer service system, strategy, 
implementation and future evolution  direction. 
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第一节  通信运营商在互联网演进不同时期所扮演的角色 
回顾互联网的发展历程，根据不同阶段的主要特征，可以粗略划分为如下
几个阶段： 
1、理论准备阶段（20 世纪 60 年代）。互联网采用的核心技术是包交换技










3、应用阶段（1994~2001 年）。这一时期随着 Tim Berbers Lee 在互联网



















































































得的优势和发展机会；进入 4G 时代三家同时获得 TD 牌照，让中国移动有了重















































第二章  通信运营商客服体系转型的迫切性和重要性 
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第二章  通信运营商客服体系转型的迫切性和重要性 



















第二节  客户服务工作必须转型 
一、4G 发牌会进一步加快移动互联网的发展 
2014 年，工信部给三家运营商颁发了 TDD 4G 牌照，并在之后进一步发放
了 FDD 的试商用牌照，尽管当前发放的牌照还未涉及到所有主流标准以及所有

























起来的腾讯、百度、360 等公司提供的 OTT 业务，这种趋势已使通信运营商越
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